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PREFACE 


In 2019, we have completed a total of 21,396 
pilotage operations, represented by 8,780 
port pilotage operations and 12,616 transit 
pilotage operations — an increase of more 
than 1,000 operations compared to 2018. 
With the large number of operations during 
the year, it is quite clear that DanPilot makes 
a giant effort to ensure safety at sea and in 
port. 


Safety is the core of our business. 

When ships take a pilot on board they 
want professional advice on safe naviga- 
tion through Danish waters and to or from 
Danish ports. Safety for the ships and thus 
also safety for the marine environment. For 
when the ships complete a passage without 


sustaining or causing damage it means that 
there are no leaks or other incidents that may 
pollute the marine environment. 

Safety is at the core of our business, and 
at the same time it is at the core of the cor- 
porate social responsibility which DanPilot 
assumes every day all year round. Therefore, 
safety is also at the core of DanPilot's ambiti- 
ous CSR report. The framework of DanPilot's 
CSR report is defined by Global Compact's 
10 principles. 

DanPilot has adopted the UN's Global 
Compact, which is the greatest global initia- 
tive to promote responsible and sustainable 
business conduct. 

DanPilot's work with CSR is divided into 
the four main areas of Global Compact: 
Human rights, Labour, Environment and 
Anti-corruption. 
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Human rights are universal and seek 
to protect all individuals. At DanPilot, we 
believe that the right to safety is an implicit 
responsibility. DanPilot also takes respon- 
sibility for the employees” personal safety 
and work for more gender equality. DanPilot 
has high ambitions in all these areas, and 
the work to fulfil this ambition is described in 
more detail under the heading "Responsibility 
for the employees'. 

Environment and not least the protecti- 
on of same is very important for DanPilot. 
DanPilot's effort to create safety contributes 
directly to preventing pollution of Danish 
waters with oil and other environmentally 
hazardous substances. 

Every day, DanPilot are the eyes of the 
Danish authorities responsible for the marine 
environment. Finally, DanPilot is making a 
targeted effort to minimize the environmental 
and climate impact of own activities both at 
sea and ashore. 

It is DanPilot's ambition and business to 
work to ensure that as many ships as pos- 
sible take a pilot on board through Danish 
waters and to and from of Danish ports. The 
work to fulfil the ambition is further descri- 
bed under the heading "Responsibility for 
environment and climate". 

Anti-corruption is a must. There is no 
bending the concept of safety, and the 
execution of DanPilot's core task therefore 
requires the active combat of all forms of 


corruption and bribery. 

Denmark is among the least corrupt 
countries in the world, and the work to 
combat corruption is therefore broader and 
applies in relation to conflicts of interest, 
donations, interaction with suppliers and 
society and the handling of gifts. We see it 
as a very central task to share our extensive 
knowledge with co-operation partners to 
further increase the safety level in and the 
development of Blue Denmark. Work on the 
mentioned subjects is further described un- 
der the heading "Responsibility for co-opera- 
tion partners”. 

In addition to Global Compact, DanPilot 
also regards the UN's 17 Global Goals for 
sustainable development as a guideline for 
our activities. The Global Goals are universal 
and cover so many areas that it is necessary 
to focus on the goals where an effort makes 
the most sense. 

In Denmark, the parliament (Folketinget) 
has decided that the total Danish emission 
of CO2 must be reduced by 70 per cent 
compared to the emission in 1990. At Dan- 
Pilot, we share this ambition. However, it is a 
challenge to find detailed information about 
DanPilot's CO2 emission in 1990. In 2020, 
we will work on this aspect and consult with 
other companies to be able to have a more 
specific goal for next year's CSR report. 

In this report, we will describe our actions 
so far and what we intend to do this year. 


Happy reading. 
Erik Merkes Nielsen 
CEO 


DanPilot's CEO Erik Merkes Nielsen 


FACTS | DANPILOT AND THE GLOBAL GOALS 


e World goal no. 5 
Gender equality. 


In Blue Denmark, which DanPilot is part of, 
gender equality is a major challenge since 
the shipping industry is a typical man's wor- 
Id. At DanPilot, we are committed to making 
an active effort to increase the share of wo- 
men considerably, and DanPilot is therefore 
working for world goal no. 5. 


e World goal no. 14 
Life below water. 


This world goal is right at the core of our 
social task. By creating safety at sea, we 
contribute directly to preventing pollution of 
Danish waters with oil and other environ- 
mentally hazardous substances. Therefore, 
an active effort for world goal no. 14 makes 
good sense. 


e World goal no. 17 
Partnerships for the goals. 


DanPilot has come quite far in the transfor- 
mation of pilotage from being an experien- 
ce-based craft to being knowledge work 
that is based on and generates shareable 
knowledge. DanPilot applies targeted 
resources for making knowledge shareable 
and accessible to relevant parties, including 
in a North-South context, where DanPilot 
has had a longstanding partnership with the 
port of Tema in Ghana regarding transfer of 
knowledge to Ghana 
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Knowledge sharing developed from and to the real 


world 


PILOT COURSES 


Throughout the years, DanPilot has made a 
targeted effort to ensure that the professional 
experience and competence of the individual 
pilots are translated into professional know- 
ledge that may be used for continuously im- 
proving the individual employee's knowledge 
in the entire DanPilot organisation. This has 
taken place through initiatives such as ”inter- 
collegiate sparring” and simulator training in 
DanPilot's own simulator. 


The work has now progressed so far that 
DanPilot is strengthening the internal know- 
ledge sharing so that it also comprises the 
statutory pilot courses which all pilots must 
attend every five years. When DanPilot con- 
ducts the courses itself with own instructors 
it is ensured that the professional level is 
high, and the statutory courses build on the 
tradition for accumulation and sharing of 
professional pilotage knowledge established 
by DanPilot in recent years. 

The course activity has obtained ac- 
creditation by the Danish Maritime Authority, 
which is authority for this area, as well as 
ISO certification by DNV GL at the latest 
audit in October 2019 — DNV GL is a com- 
pany which, among other things, engages in 


certifying companies that want to obtain ISO 
certification. 

It is DNV GL that checks that our quality 
management system, including processes, 
fulfils the ISO standard. 

To begin with, the courses are internal, 
but DanPilot plans to offer pilot-related 
courses to external co-operation partners. 
The basis for establishment of own course 
activity is the professional optimization that 
takes place during intercollegiate sparring 
and simulator training. 


The fly on the wall 

DanPilot has a group of trained sparring 
colleagues who carry out pilotage operations 
with colleagues. 

The sparring colleagues are the fly on the 
wall who observes how the various phases 
of the pilotage operation progress. Intercol- 
legiate sparring ends with a debriefing where 
the pilot and the sparring colleague review all 
the phases of the pilotage. 

The purpose of the sparring is to create 
and share knowledge. By using real pilotage 
operations as a basis, it is ensured that the 
foundation for creating and sharing knowled- 
ge will be the way in which the pilotage work 
is actually carried out rather than how it is 
imaged to be carried out. During the debrie- 
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fing, the different phases of the pilotage are 
discussed, and experience is thus turned 
into explicit knowledge that may be shared 
and developed. 

Intercollegiate sparring is used to identify 
areas where the training of pilots may be 
improved and areas where it is at an appro- 
priate level. The collected knowledge forms 
part of the training of new pilots and supple- 
mentary training of active pilots. 

DanPilot purchased its own ship simu- 
lator, which was commissioned in August 
2018. Since then, all DanPilot's pilots have 
participated in simulator training at least 
once. The basis for the pilots” simulator 
training is exercises that originate from real 
challenges in day-to-day navigation. 

The purpose of simulator training is to 
support and further improve the already 
high professional level of DanPilot's pilots. 
Simulator training always involves three 
pilots in addition to the instructor, who is also 
a pilot, and simulator training is therefore 
also always professional knowledge sharing, 
learning and development. Simulator training 
forms part of the basis for selecting new port 
pilots at DanPilot. In addition, simulator trai- 
ning is used when planning particularly chal- 
lenging pilotage operations in, for example, 
ports or during specific passages. 


FACT | COURSE ACTIVITY 


54 courses have been held with a total 

of 162 course participants distributed on 
transit course, port course and more spe- 
cific courses. DanPilot's course activity and 
simulator training obtained ISO certificati- 
on according to ISO 9001 version 2015, 
which is the latest and highest attainable 
version. 


e Ambition for 2020 

That it becomes a success for DanPilot to 
conduct the statutory pilotage courses in 
ship manoeuvring, ship-to-ship operations 
and tug handling rather than purchase 
these courses externally as has been the 
case so far. 


Nice view, n0 … Training situation in the ship 
simulator. DanPilot is dedicated to strengthe- 
ning internal knowledge sharing to obtain even 
safer pilotage. 
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DanPilot has purchased 17 new pilot boats. 
Two 20-metre boats for rough weather at Ska- 
gen and Gedser. The rest are 15-metre boats 
for the other stations and berths. The new light 
pilot boats reduce fuel consumption by 20 % 
— two litres per nautical mile — compared to the 
old boats. 
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Pilot boat operators are trained to navigate new 
advanced pilot boats 


SAFE NAVIGATION 


During 2018 and 2019, DanPilot has received 
13 new 15-metre pilot boats, and the last 
two will arrive in 2020. When all 15 boats 
have been received and put into operation 
DanPilot has upgraded the pilot boat fleet, 
which will then consist of 15 identical boats, 
within a short period of time. In order to navi- 
gate the new pilot boats, DanPilot's boatmen 
must complete a special training programme 
so that they, as well as DanPilot, will obtain 
the full benefit from these boats. 


There are many operational advantages to 
having a fleet of identical boats. Maintenance 
takes place according to the same plan and 
spare parts fit all boats. When the boatmen 
need to be retrained to the new boats they 
have all completed the same course and 
therefore have the same approach to safety 
and navigation. 

The course consists of a theoretical and 
a practical part. The purpose of the theoreti- 
cal part is to provide the boatmen with basic 
knowledge of the design and equipment of 
the pilot boat and to make them acquainted 
with the navigational characteristics, mano- 


euvrability, and limitations of the boat. The 
practical part must ensure that the boatmen 
are able to use the boat's equipment and 
manoeuvre the boat in all conditions. 

All pilot boats are equipped with custo- 
mized rescue equipment enabling quick and 
effective rescue of persons who have fallen 
overboard. To ensure that the equipment 
is working and that the individual boatman 
has the necessary experience in operating 
the equipment, all boatmen participate in 
man-overboard drills every month. 

The new pilot boats are equipped with 
an advanced monitoring system, which 
includes, among other things, four video 
cameras. 

One is pointed in the direction of navi- 
gation, the other records what happens on 
the quarterdeck and the last two function as 
rear-view mirrors. 

The monitoring adds an extra dimension 
to the knowledge sharing between boatmen. 
If a boat has been exposed to rough weather 
it is subsequently possible to analyse and 
review the navigation in order to create conti- 
nuous improvements. Similarly, unintended 
incidents may be analysed subsequently in 
order to find the cause, extract learning and 
not least share learning between boatmen. 


FACTS | STATUS OF TRAINING PROGRAMMES 


So far, 86 boatmen have been trained to 
navigate the new pilot boats. When the last 
two have been delivered during the spring 
of 2020 the last 14 boatmen will receive 
training. 

e Achieved in 2019 

All boatmen navigating the new pilot boats 
have participated in DanPilot's retraining 
course. It involves a total of 86 boatmen. 


e Ambition for 2020 

In 2020, the last 14 boatmen will complete 
the retraining course for the last two new 
pilot boats. Furthermore, it is planned to 
increase knowledge of the electronic aids 
in the pilot boats significantly. Therefore, in 
2020, an internal one-day course will be 
conducted in the use of electronic nautical 
charts (ECDIS) at the individual pilot stati- 
ons. The more skilled the individual boat- 
man is at operating the electronic aids the 
better he/she will be at handling situations 
with unintended incidents at sea. 
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Systematic reportings increase knowledge and development 


DATA COLLECTION 


A pilotage operation where the side of the 
ship collides with the quay and perhaps 
causes damage to this and scratches to the 
paint on the side of the ship is reported as an 
incident/accident during a pilotage operation 
in DanPilot's reporting system. fIncident” du- 
ring a pilotage operation is a generic term for 
everything from serious accidents to Minor 
incidents with minimal damage to material. 


Since the introduction of the reporting sy- 
stem, the incidents at DanPilot have involved 
only minor damage to material. 

The report is subsequently processed — 
what happened, why, what is the root cause, 
what can we learn from it to prevent it from 
happening again? Data for clarification of 
the incident is collected from many sour- 
ces before the case manager can make a 
conclusion. 

The purpose of the reporting system is to 
obtain knowledge so that the entire opera- 
tion is improved continuously, and safety 
further increased. Since there are only few 
incidents every year many other categories 
of observations are reported so that the in- 
dividual boatmen and pilots are kept on their 


toes. A total of ten Categories of subjects are 
reported, and they all contribute to conti- 
nuous improvements. They are at the same 
time also the backbone of DanPilot's ISO 
certification. 


Number says a lot 

The number of incidents is an important 
indicator of the professional competence 
and safety of a pilot service, but this number 
cannot stand alone. 

DanPilot's reporting system therefore has 
many other categories than fincidents”, the 
most important being near misses, obvious 
irregularities (observations of critical condi- 
tions posing a danger to navigational safety 
or the environment — this could be both own 
navigation or other traffic in the area), devia- 
tions (this could be incorrect statement of a 
ship's draught). 

In 2019, the employees have made 517 
reportings within the ten categories, equiva- 
lent to 1.4 incident per day. DanPilot's safety 
culture is an important prerequisite for en- 
suring continuous reportings. The culture is 
a no blame culture, which fosters the largest 
possible motivation for reporting, which is a 
prerequisite for the elaboration of root cause 
analyses and learning. 
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clude both minor damage to a propeller and accid 
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Number of Number of 


incidents: incidents: 
14 18 
Share of number of Share of number of 
pilotage operations pilotage operations 
per mille: per mille: 
0,7 0,9 
Number of Number of 
incidents: incidents: 
18 20 
Share of number of Share of number of 
pilotage operations pilotage operations 
per mille: per mille: 
0,9 0,9 

Ambition for 2020 


The ambition is to bring down the number of incidents in relation to 
the total number of pilotage operations while at the same time Main- 
taining the total number of reportings at the 2019 level. 
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Personal safety must be rooted 


even deeper 


SAFETY 


DanPilot's core service is to provide safety at 
sea and in port for ships and the marine en- 
vironment. There is plenty of documentation 
showing that in this area DanPilot is opera- 
ting at a very high level from an international 
perspective. This documentation also ap- 
pears from this report. 


There is also strong focus on the more inter- 
nal safety, meaning safety for each individual 
employee at DanPilot. Especially safety at 
sea, during operation, is of a high standard. 
DanPilot has very high ambitions when it 
comes to both external and internal safety. 
With respect to external safety, a strong 
focus must be maintained on continuous- 

ly creating improvements to the benefit of 
customers and the marine environment. 


The decision is made at the frontline 
The work with safety for the employees is 
rooted in DanPilot's safety committee with 
representatives for all employee groups and 
the management. At the latest seminar of the 
committee, there was strong agreement on a 
further increase of the level of ambition. 

A further increase of the safety level in 


the operation would require strengthening of 
the individual boatman's and pilot's COMpe- 
tences. Only the employees in the frontline 
are able to make a final and specific assess- 
ment of weather and equipment and decide 
on whether or not the operation is safe. To 
strengthen the employee in this decision, a 
stop-the-job arrangement has been intro- 
duced where the individual employee is 
formally authorized to accept or refuse while 
at the same time being trained in making that 
decision. These frontline employees are also 
today responsible for accepting or refusing, 
but the ambition is to operationalise this 

by strengthening support for the individual 
employees. 

The work to create a strong safety culture 
across all employee groups and locations in 
DanPilot requires a long-haul commitment. 
However, the competences are present in 
the organisation — the challenge is to apply 
them throughout the organisation. The safety 
committee will start initiatives and at the 
same time it has been decided to measure 
the effect of the efforts by introducing LTIF 
(Lost Time Injury Frequency), which is a 
fixed target for the safety level in the entire 
organisation. 
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FACTS | ACCIDENT STATISTICS 


e LTIF 

Lost Time Injury Frequency, an expression 
of number of accidents per one million 
working hours during a year where an 
employee is injured on the job resulting in 
at least one day's absence. 


LTIF is calculated as number of acci- 
dents with at least one day's absence x 
1,000,000 / total number of working hours 
during the period. 

e Achieved in 2019 

A stop-the-job arrangement has been 
implemented for pilots and boatmen. 

LTIF for 2019 is 6.18. 

e Ambition for 2020 

LTIF less than 6.18. 

Initiatives must have been started that con- 


tribute to the development of a COMMON 
safety culture in DanPilot. 
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Safety — it's not just talk 


DIALOGUE MEETINGS 


DanPilot is a modern and communicati- 

ve company which regularly has an open 
dialogue with the outside world — not least 
the users of Danish waters. An example of 
this dialogue takes place in October 2019 
where one of DanPilot's experienced pilots is 
invited to give a lecture to 80 committed re- 
creational sailors at Kalundborg Sailing Club. 


The lecture includes several slides showing 
the view from the bridge and not least how 
small even large recreational boats look from 
the bridge. DanPilot also shows a graph 
which clearly reveals that a very large area in 
front of a ship is invisible to the naked eye. 
The size of the invisible field depends on the 
position of the ship's bridge, height above 
the water surface and any cargo. 


Recreational boats in the blind spot 
"The crew on board make a great effort to 
keep an eye on all vessels in front of the ship 
and use both radar, AIS and the naked eye. 
However, both technical skills and eyes may 
fail”, explains DanPilot's pilot. 

He stresses that even if the large ship 
spots a recreational boat off course, its abili- 


ty to prevent an accident is very limited since 
it manoeuvres heavily and slowly and cannot 
just apply the brakes. The recreational sailors 
must therefore clearly indicate their intention 
so that the large ship can act accordingly. 
”The crew on the large ships do not like 
it when recreational boats come too close 
since they cannot really do anything if they 
come way too close. It is therefore vital that 
the recreational boats keep their distance 
and clearly indicate that they have seen the 
large ship and will sail round it.” 


Self-scrutiny at DanPilot 

In his lecture, DanPilot also expresses 
self-criticism and talks about an episode 
where DanPilot's subsidiary is accused of 
reckless navigation in pilot boat on Kolding 
Fjord. 

"Internally at DanPilot, the episode gave 
rise to self-scrutiny. We pointed out that 
good seamanship is about showing consi- 
deration, keeping a distance, and reducing 
speed when necessary. We must be able to 
put ourselves in the recreational sailor's pla- 
ce and adjust our navigation accordingly. We 
are never so busy that we have to navigate in 
a way that others will perceive as reckless”, 
says DanPilot's pilot. 
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VIEW FROM THE BRIDGE 

The graphics show that the blind area in front 
of the stem of a large ship may extend for 
several hundred metres. 
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»|t is exciting and thought-provoking to hear 
how things look from your perspective. We 
often pass you and what is most surprising is 
the deep blind spot of 500 metres when you 
approach us. You can actually see how difficult 
it is to spot us. It is great to hear that you are 
open to dialogue. That will get you everywhe- 
re.« 


Jytte Colling, 
instructor at Kalundborg Sailing Club. 
Qwns a Hallberg Rassy 312, 31-foot sailing boat 


»|t is very informative to hear about other users 
of the waters than us, and it is really useful to 
hear and see what it is difficult for you to spot 
and how we should navigate — for example 
signalling well ahead of time. That is what 

we want the large ships to do. I believe that 
maintaining a dialogue between you and us is 
important since we use the same waters.« 


Kurt Vehl, 


chairman of Kalundborg Sailing Club. 
Qwns an Albin Delta 31, 31-foot sailing boat 
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The goal Is an even More attractive 


workplace 


EMPLOYEE SATISFACTION 


In 2019, it was decided to implement regular 
employee satisfaction surveys at DanPilot. 


The background for the decision is discus- 
sions in DanPilot's works committee where 
both the employees and the management 
expressed a great wish to work with emplo- 
yee satisfaction on the basis of facts. 

The purpose of regular employee satis- 
faction surveys is to support a culture that 
continuously works to improve employee 
satisfaction. 

Both the employees and the management 
acknowledge that employee satisfaction, 
commitment and co-operation are decisive 
elements in the further development of Dan- 
Pilot. 

In addition, the systematic focus on 
employee satisfaction should contribute to 
retaining competent employees and attrac- 
ting new ones. 

The employees are extremely interested 
in working with employee satisfaction. 

The response rate bears evidence of that 


— for the first survey, it was no less than 93 
per cent. 

A high response rate is the first prerequi- 
site for a successful effort to improve emplo- 
yee satisfaction. 

The next prerequisite for generating re- 
sults is that the employee satisfaction survey 
is followed up. In a company like DanPilot 
where approx. 90 % of the employees work 
in shifts covering all 24 hours of the day, 

365 days per year, follow-up is a challenge 
because the employees are not able to 
gather for joint discussions. 

Instead, various communication channels 
are used to involve as many employees as 
possible in the follow-up work. 
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FACTS | EMPLOYEE SATISFACTION 

e Achieved in 2019 

An employee satisfaction survey was carried out for all employees at DanPilot. 

93 per cent of all employees participated in the survey. 

The average score for job satisfaction was 63 (assessed on a scale from 1 to 100). 


e Ambition for 2020 
A new employee satisfaction survey will be carried out in 2020. 


The ambition is for the participant rate to be maintained while the average score for job satisfaction should increase by 
three points from 63 to 66. 


2019 


The average score for 
job satisfaction was 63 
points 


2020 


The ambition for 2020 is 
to reach 66 points 
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Preparedness turns resting regulations into a puzzle 


WORKING HOURS AND RESTING TIME 


DanPilot's most important service is safety: 
at sea, in port and for the employees. The 
employees” safety is a prerequisite for the 
pilotage service to be able to create safety at 
sea and in port. An important element in this 
connection is that the employees in the pilot 
boats and on the bridges are well rested and 
alert. 


DanPilot carries out operations 24 hours a 
day, 365 days a year. When a ship needs a 
pilot, the operations department (Disponerin- 
gen) ensures that a boatman is ready to sail 
the pilot to the ship or collect the pilot at the 
side of the ship. This logistical task is a puzz- 
le in itself. Add to this that DanPilot needs to 
have constant focus on the observance of 
the regulations for resting time and working 
hours. 

Observance of the regulations is a man- 
datory requirement which makes the puzzle 
even more challenging for the operations 
department and at the same time ensures 
that the customer always meets alert and 
well-rested employees who are ready to 
make a supreme effort to ensure navigational 
safety. 


The pilots are on duty 153 days per year 
in 5- or 7-day shifts. The shifts start from 
the pilot's own home, and depending on the 
geographical location of the pilotage task 
to be carried out by the pilot, the opera- 
tions department must include resting time 
at home, at DanPilot's pilot stations or at a 
hotel throughout the shift. 

The boatmen are linked to DanPilot's 
pilot stations, which are located throughout 
Denmark from Skagen to Gedser and from 
Esbjerg to Allinge. For pilot stations with 
empirically low activity, duty shifts start from 
the pilot's own home. For this type of shifts, 
activity can be expected 24 hours a day, 
but with only few navigations to make room 
for the necessary rest. Pilot stations with a 
high activity level use 12-hour shifts for the 
boatmen so that the resting regulations may 
be observed. 

The employees at the operations depart- 
ment work in shifts of a maximum duration of 
12 hours. 

To prevent violation of the resting regu- 
lations, a margin is always included to allow 
for any existing weather, wind and current 
conditions so that the operations can be 
completed within the time limits. 
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FACTS | ELECTRONIC REGISTRATION 


e Achieved in 2019 

For several years, the pilots” working hours 
and resting time have been registered 
electronically. During 2019, the correspon- 
ding registration of the boatmen's working 
hours and resting time has also become 
electronic. 


e Ambition for 2020 
To further improve quality in planning and 
logistics. 


Pilot Marlene Rosenlund. 


There must be twice as many women in DanPilot 


GENDER POLICY 


Gender equality in a male dominated 
business like the maritime sector is a giant 
challenge, which is evident from DanPilot's 
recruitment. In recent years, DanPilot has 
tried to recruit more women in all job cate- 
gories. The maritime educational institutions 
have been approached to direct attention to 
DanPilot as a workplace, and when positions 
as pilot or boatman have been posted all 
female applicants have been invited for an 
interview. 


DanPilot would like to improve the gen- 

der distribution significantly to ensure that 
DanPilot can recruit the best applicants from 
both genders and since a more equal gender 
composition would have a positive effect on 
the corporate culture. 

Therefore, an offensive is launched to 
attract more women. The purpose of the 
offensive is to make it clear to Blue Denmark 
that even though DanPilot, like most other 
Danish companies in this business, is male 
dominated DanPilot will work to change 
this. Below are examples of initiatives to be 
implemented by DanPilot: 

DanPilot wants to aim its activities at 


the women who are actually working in this 
business. It must be clear to all women in the 
business that DanPilot aims to be a par- 
ticularly attractive workplace from a woman's 
perspective. 

The existing "male culture” at DanPilot 
must be analysed with assistance from 
external sources and with involvement of 
DanPilot's female employees. What does it 
take for DanPilot to become an attractive 
workplace for women? 

Co-operation with others in Blue Den- 
mark to attract women and increase inspira- 
tion from businesses that have succeeded in 
correcting a skewed gender distribution. 

DanPilot is still working to implement 
its policy of increasing the share of women 
in management. Among the ministerially 
appointed board members, the distribution 
is still two women and three men or 40 % 
women and 60 % men. With respect to 
the lower level management, management 
board, managers and middle managers, the 
distribution is 94 % men and 6 % women. 
The goal towards 2025 is to double the share 
of women at DanPilot, which is currently 5.8 
%. In 2019, DanPilot has therefore increased 
attention on women in the maritime business 
in its work to create gender balance. 


FAGTS | GENDER POLICY 


e Achieved in 2019 

With the effort so far, DanPilot has achie- 
ved a share of female employees of ap- 
prox. 6 per cent or 21 female employees. 


e Ambition for 2020 

DanPilot obtains status as the cCOMpany 
in Blue Denmark which has been most 
successful in attracting and retaining a 
larger percentage of female employees at 
all levels. 


e Ambition in the long term 

More gender equality in all employee 
groups so that DanPilot is no longer a 
"male workplace”. The goal towards 
2025 is to double the share of women at 
DanPilot. 
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Health and employee satisfaction are prerequisites for safe pilotage 


HEALTH 


DanPilot's core service is to deliver safe 
pilotage at sea and in port. To do this, it is 

a prerequisite that the DanPilot employees 
involved in the service are healthy and ready 
to make the necessary effort. 


DanPilot is making an active effort to increa- 
se well-being for all employees, which is 
described further on page 16. 

At the same time, Danpilot is actively 
working to reduce absence due to illness. 
The purpose is to support an early and active 
effort aimed at retaining employees on sick 
lease and to the widest possible extent 
ensuring that employees on sick leave can 
return to the workplace as soon as possible. 


Caring for the employees 
The early and active effort involves interviews 
with the employees on sick leave. 

This takes place in case of short absen- 
ce, recurrent short absences and long-term 
absence (more than 10 days). The purpose is 
to ensure that all employees enjoy their work 
and to pave the way for a speedy return to 
work. Of course, individual considerations 
must be made for employees working at 


sea as they must be in perfect health before 
returning to work. 

DanPilot's goal is to reduce the total 
absence due to illness with special focus 
on reducing short absences of less than 
ten days. The focus on short absences is 
to ensure that everybody enjoys their work. 
lf the reason for the absence is factors that 
DanPilot, as a workplace, is able to address, 
an attempt must be made to meet the chal- 
lenges. 


Boatman Hans Henrik Kjærgaard in the 
engine room of one of the new pilot boats. 
An early effort is vital for health and well- 
being — both with respect to equipment 
and people. Photo: Hjerting Posten 
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DENDE 


FACTS | TOTAL NUMBER OF SICK DAYS FACTS | ABSENCE DUE TO ILLNESS 
ÅR 
4.213 2017 2018 2019 
(s] 
Z 3.909 Sick days without long-term absence 2.009 1.762 1.842 
ål Total absence in % incl. long-term absence 3,22 3,81 3,42 
5000 Total absence in % without long-term absence 1,80 1,59 IRS 
e Achieved in 2019 
Total absence due to illness including long-term absence fell by 0.39 percentage 
4.000 — points from 2018 to 2019. 
In 2019, absence due to illness excluding long-term absence remained almost at the 
same level, i.e. 1.61 per cent. 
3.000 + e Ambition for 2020 
In 2020, total absence due to illness in per cent excluding long-term absence must 
be lower than in 2019 and 2018, i.e. below 1.59 per cent. 
2.000 — 
1.000 — 


RESPONSIBILITY FOR THE EMPLOYEES | CSR REPORT 2019 | 21 


Lots of discussions during DanPilot's 


Dialogue Days 


INTERNAL COMMUNICATION 


Approx. 90 per cent of all DanPilot's emplo- 
yees — pilots, boatmen and logistics emplo- 
yees — work in shifts covering all 24 hours of 
the day, all year round. 


This means, among other things, that it is 
impossible to gather all DanPilot's emplo- 
yees at the same time. It is therefore impres- 
sive that almost half of DanPilot's employees 
participated in one of the two Dialogue Days 
in November 2019 — the first Dialogue Days 
under the management of managing director 
Erik Merkes Nielsen, who took up his positi- 
on on 17 June 2019. 


Open and unbiased dialogue 

The purpose of the Dialogue Days is an open 
and unbiased dialogue between manage- 
ment and employees on DanPilot's key areas 
— safety, operation, customer relations and 
not least employee satisfaction. 

The Days start by Erik Merkes Nielsen 
openly presenting DanPilot's current challen- 
ges, his deliberations and discussions with 
external parties on what 2020 with free com- 
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petition will mean and the coming work with 
DanPilot's strategy. Furthermore, he talks 
about his thoughts on DanPilot's employee 
satisfaction survey 2019 at a general corpo- 
rate level. All this is intermingled with questi- 
ons and comments and lively discussions. 

It was also possible to hear a deputy 
chief pilot and the head of Customer Expe- 
rience set the stage for lively discussions 
on the definition of good customer service 
and not least how different employee groups 
such as pilots, boatmen, logistics employees 
and administrative employees impact the 
customer experience. The Days ended with 
a free dialogue between employees and ma- 
nagement on subjects which the employees 
present found important. 


When nine in ten employees are enrolled in 
duty shifts throughout the country 24 hours a 
day all year round, it is simply a miracle that 
there is the necessary corporate spirit to meet 
outside the shifts. A little more than half of 
DanPilot's employees have participated in the 
Dialogue Days. 


Nem 
VELKOMME >gun| 


DanPilot wants to be even closer to the customers 


CUSTOMER RELATIONS 


DanPilot's task is to create safety. The pilot's 
extensive knowledge of currents, winds and 
water depths in Danish waters and just as 
extensive knowledge of and experience in 
navigating and manoeuvring ships is the best 
possible insurance against accidents. In ad- 
dition, the pilot is an extra pair of eyes on the 
maritime traffic, which in certain places can 
be quite dense in the narrow Danish waters. 
And in case of an accident on board with a 
machine breakdown or instruments that do 
not work, the pilot is immediately ready to 
intervene with lots of training in handling the 
unexpected. 


This task and role mean that the more pilo- 
tage operations DanPilot delivers the more 
DanPilot does to increase navigational safety 
in Danish waters. 

It is therefore evident that, to ensure 
navigational safety, DanPilot must step up 
the dialogue with the customers in order to 
maintain and, preferably, increase the num- 
ber of pilotage operations and thus contribu- 
te further to safety at sea and in port. 

Although, for the last many years, 
DanPilot has operated on market terms the 


dialogue with the customers has, on some 
points, reflected the fact that only a few 
years ago DanPilot had a dominant position 
on the market. 

In 2019, DanPilot therefore decided to 
step up the dialogue with the customers. 
Many customers were paid a visit with an 
open mind and this led to a renewed dia- 
logue on products and prices. Furthermore, 
DanPilot strengthened the customer relations 
by having Customer Relations report directly 
to the managing director. Also, a Customer 
Experience department has been set up and 
tasked solely with focusing on providing the 
customers with the best possible customer 
experience. 

The customers have many points of con- 
tact with DanPilot: There is direct and more 
indirect communication with the Logistics 
Department, which receives orders and plans 
all pilotage operations, with the boatmen, 
who sail the pilots to the ships and/or colle- 
cts them at the ships, with the pilot who are 
in direct contact with the master and other 
crew on be bridge, and with the administra- 
tive employees who carry out tasks that also 
affect the customer relation. 

Each contact has its own purpose. It may 
be the boatman who confirms a time or a 
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course. It may be a logistics employee who 
is notified of an expected time of arrival, a pi- 
lot who recommends a course or a speed to 
the master or an employee in the accounts 
department who is asked about an item in 
the invoice from DanPilot. 

In addition to all the specific purposes, 
the contacts are also an element in the 
customer's impression of DanPilot. The more 
aware all the employees are of their contri- 
bution to the general customer experience — 
and how such contribution can be optimized 
-— the greater the likelihood of the customer 
choosing DanPilot the next time. 

DanPilot has also previously worked with 
elements of the customer experience. The 
novelty will be that it is handled much more 
systematically and will involve all employee 
groups. 


FACTS | WORK WITH CUSTOMER RELATIONS 


e Achieved in 2019 

Customer Relations as a work area has 
been strengthened so that it is now able 
to establish a more customer-oriented 
dialogue. 

e Ambition for 2020 

DanPilot must develop a new product 
structure which permits customization of 
pilot services to fulfil the needs of the indivi- 
dual shipping company. 

DanPilot must mobilize the employees 
so that everyone will continuously work 
to improve the customers” impression of 
DanPilot. 
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Manuals set the international standard for protection of the marine 


environment 


DOCUMENTATION 


Pilotage creates safety at sea and in port, 
and with supreme safety, accidents are pre- 
vented that perhaps would result in pollution 
of the sea with oil and chemicals. Therefore, 
all initiatives that contribute to optimizing 
DanPilot's core service are important con- 
tributions to the protection of the marine 
environment around Denmark. 


Experience and local knowledge are chara- 
cteristics of the good pilot. At DanPilot, we 
make a great effort to turn the many emplo- 
yees' individual experiences into shared 
knowledge so that it may be utilized by 
everyone and at the same time developed 
and optimized on an ongoing basis. An im- 
port medium for this is the so-called Pilotage 
Pre-planning Guides, also known as navi- 
gation manuals, which are used internally in 
DanPilot and externally. 

The first two navigation manuals were 
published in 2018. They set a high standard 
for the two primary types of pilotage provi- 
ded by DanPilot: Transit pilotage through the 
Great Belt and the Sound and port pilotage. 
All steps in the two types of pilotage are de- 
scribed in detail from before the pilot arrives 
at the ship and until the pilot leaves the ship. 

In 2019, another two navigation manu- 


als were completed. One of them is about 
mooring and the other is about ship-to-ship 
(STS) pilotage. 


A completely new standard 

There are very few descriptions that view 
mooring as a complete system requiring 
co-operation between the crew on the ship 
and linesmen on shore. The pilot is often the 
link between the ship and the shore, which 
is the reason why DanPilot has taken on the 
task of setting the standard for safe mooring. 
Mooring involves a lot of risks that may cau- 
se injury to persons and damage to equip- 
ment. It is therefore extremely important 
that the two parties on the ship and ashore 
have the same view on how the ship should 
be moored so that this may take place with 
focus on safety. 

The manual on mooring includes a detai- 
led description of mooring viewed from the 
ship and from the quay. Important concepts 
and principles are explained and there are 
descriptions of the forces involved as well as 
the impact from wind, current and passing 
ships. In addition, the manual includes 12 
recommendations for Danish ports and ter- 
minals on how to contribute to safe mooring 
and recommendations for the companies 
carrying out Mooring. 

The manual and the associated courses 
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have already left positive marks on Danish 
ports. 

STS operations take place when two 
tankers are positioned alongside each other, 
moored and equipped with hoses in order 
to pump oil from one ship to the other. It is 
relevant when oil from the Baltic countries 
needs to be transported further out in the 
world since oil often has to be reloaded from 
the small tankers that are able to sail through 
the narrow Danish waters with less water 
depth to the large ocean-going tankers. In 
Denmark, STS operations take place off 
Frederikshavn and Kalundborg. 

It requires one or more tug baats to posi- 
tion a ship alongside another ship at anchor 
since the Great Belt and the Kattegat often 
have two layers of current in different directi- 
ons. The tug boats ensure that the ships can 
be positioned alongside each other without 
any damage. 

The STS operations are sensitive to 
waves and wind, and the manual describes 
the maximum allowable wave height and the 
maximum wind force before the pumping of 
oil has to be stopped. 

The navigation manuals are used in the 
internal work to continuously optimize the 
quality of pilotage, but they are also popular 
with customers, masters, shipping compani- 
es, operators and various authorities. 


The manuals are in English since the 
maritime business is international, and this 
also applies to the majority of the customers 
serviced by DanPilot. 


International praise 

A common feature of the manuals is that 
they set an international standard within 
their field. This was emphasized and praised 
in DNV GLs auditing report for 2019 where 
DanPilot's ISO 9001 version 2015 certificati- 
on was audited. 

It was also emphasized by the chairman 
of International User Group (IUG) in ISPO, 
Willem Bentinck, who is also managing 
director of Nederlands Loodswezen in the 
Netherlands. He was given the navigation 
manuals in connection with the ISPO IUG 
conference in September 2019 in Palma in 
Mallorca and has subsequently called it a 
"splendid piece of work”. 

The IUG chairman says: »It shows the 
professionality in which you are working. The 
effort you have put into this must have been 
enormous. Reading the planning guides 
makes me think that ISPO accreditation is 
just a formality for your organization. As far 
as | can see, the guides cover a wide range 
of aspects which need to be addressed in 
the ISPO code.« 


Pilotage pre- 
planning guide 


PART 1 = TRANSIT 


Pilotage pre- Pilotage pre- sty 
planning guide planning guide & 


PART 2 PART 3 - SHIP TO BanFiist 
HARBOUR PILOTAGE SHIP OPERATIONS 


Pilotage pre- > 
planning guide & 


PART 4 — MOORING DaaPilst 
AND UNMOORING 


Your Time, Your Safety — Our Commitment Your Time, Your Safety - Our Commitment Your Time, Your Safety - Our Commitment 


FACTS | THE ”PREPLANNING GUIDES” SERIES 


e Achieved in 2018-19 

DanPilot has published four volumes in the series ”Pilotage pre-planning guides'. 

The two volumes from 2019 with the titles ”Ship to ship operations” and 'Mooring and unmooring” both set 
completely new standards for mooring and STS pilotage. 

e Ambition for 2020 

DanPilot will publish a revised version of the first volume in ”Pilotage pre-planning guides” on transit pilotage 
with updates regarding the new navigation routes in the Kattegat and DanPilot's contribution to the improve- 
ment of climate and environment. 

DanPilot will publish a fifth volume in the ”Pilotage pre-planning guides” series which summarizes DanPilot's 
work with professional competence, customer relations and the new technologies with relevance for the mari- 
time business. 

e Download 

The manuals may be downloaded from DanPilot's website. 
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Less waste — more recycling 


RECYCLING 


In 2019, DanPilot has increased its focus 
on reducing the volume of waste. The 
initiatives implemented in 2019 include the 
abolition of disposable packaging. 


Another initiative is the recycling of worn- 
out but functional IT equipment if it is more 
practical than phasing it out. In connection 
with a tender for IT equipment, it has thus 
been ensured in 2019 that worn-out equip- 
ment is taken back, cleaned and resold as 
long as it is usable. 

Within the waste area, waste separation 
at source already takes place at the indivi- 
dual pilot stations. This is done in different 
ways since the individual municipalities 
have different waste separation schemes. 
With pilot stations located throughout the 
country, it is possible to collect best prac- 
tice from the individual station and transfer 
it to other stations to the widest possible 
extent. 

DanPilot does not only handle ordinary 
waste. The operation of the pilot boats 
means that products are handled that 
require special disposal measures. All pilot 
stations have introduced routines for safe 


and environmentally correct handling of 
oil products and other chemicals used for 
the operation of the pilot boats. With a 
new and modern fleet, consumption has 
been optimized to eliminate unnecessary 
consumption of environmentally harmful 
products. 

The new fleet also means that the pha- 
sing out of the old boats continues. Boats 


that are completely worn out are scrapped. 


DanPilot ensures that scrapping takes pla- 
ce in Denmark and by companies that are 
certified for the task so that the scrapping 
is environmentally correct with recycling of 
as much material as possible. 

I 2020, focus will still be on reducing 
the amount of waste and trying to increase 
waste separation. DanPilot has already 
identified focus areas, including the con- 
sumption of paper and bottled water. 
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Emission of CO2 must be reduced 


ENVIRONMENT 


From 2015 to 2019, the number of sailed 
nautical miles in DanPilot's pilot boats in- 
creased by 10 per cent from almost 384,000 
nautical miles in 2015 to almost 421,000 
nautical miles in 2019. During the same peri- 
od, the emission of CO2 from the pilot boats 
fell by 22 per cent from just over 8,000 tons 
in 2015 to almost 6,300 tons in 2019. 


The reason that more sailed nautical miles 
results in less emission of CO2 is that, during 
the relevant period, DanPilot has replaced 
its fleet of pilot boats. DanPilot has pur- 
chased a total of 17 new pilot boats. Two 
20-metre boats for rough weather at Skagen 
and Gedser and new 15-metre baats for 

the other stations and berths. The new pilot 
boats reduce the fuel consumption by two 
litres per sailed nautical mile compared to 
the old boats, which in itself corresponds to 
20 per cent for both fuel and CO2. The last 
two 15-metre pilot boats will be delivered in 
2020. 

The new baats will on their own reduce 
CO2 per sailed nautical mile. If the number of 
sailed nautical miles is limited the CO2 emis- 
sion will naturally decrease further. The same 


applies if the speed is reduced. In other 
words, DanPilot's potential for reducing CO2 
emission by operation of pilot boats is far 
from being exhausted. In addition, DanPilot's 
transport of, primarily, pilots on land also 
plays a part, although the CO2 emission from 
land transport is much smaller than that from 
pilot boat navigation. 

In 2019, the Danish parliament (the Folke- 
ting) decided that Denmark must reduce 
CO2 emission by 70 per cent compared to 
1990. At DanPilot, we would like to join this 
ambitious goal and do our bit. 

In addition to working with reduction, the 
ambition requires us to determine DanPilot's 
emission in 1990. At that time, the state-ow- 
ned pilot service was divided into several in- 
dependent units, and it is not possible to find 
detailed information about fuel consumption 
and thus CO2 emission from that time. In the 
course of 2020, we will delve into history and 
be inspired by other companies with respect 
to determining their 1990 baseline. When this 
has been done we will be able to quantify 
what a 70 per cent reduction in CO2 actually 
means for DanPilot. 

Furthermore, we will further analyse our 
navigation and land transport patterns to find 
possibilities for optimization. One optimiza- 


tion initiative has already been decided as 
we have planned to establish a pilot station 
in Spodsbjerg and will close the station 
in Nyborg. We know that this means less 
CO2 emission from land transport between 
Nyborg and Spodsbjerg. Furthermore, we 
are experimenting with the speed of the pilot 
boats. If the Cruising speed is reduced from 
21 to 18 knots this will theoretically reduce 
the CO2 emission by up to 9 per cent. The 
commissioning of the last two new pilot 
boats in 2020 will also reduce the CO2 emis- 
sion. Finally, we are also working on transfer- 
ring the part of land transport that currently 
takes place by taxi to train or bus, which will 
also reduce the CO2 emission. 

The benefits obtained from these exami- 
nations will be included in next year's CSR 
report. 


BOM NI 


FACTS | CO2 EMISSION 
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Planned, punctual and precise — preferably as boring as possible 


CO-OPERATION 


The nightmare is a recurrence of the collision 
between a frigate and an oil tanker at the 
Sture terminal in Norway in 2018, the dream 
is .… that absolutely nothing happens except 
what has already been planned. 


Planned, punctual and precise — that is the 
dream scenario for Jørgen Krogager, who 

is Manager of Operations at Equinor (the 
former Statoil) in Kalundborg. Safety and 
protection of the environment are paramount 
to Equinor. 

The tankers have called at Kalundborg 
since the refinery was established in 1961, 
and DanPilot has handled them for just as 
long. Statoil acquired the refinery from Esso 
in 1986. 

»Safety is our top priority, and we have 
always had a close co-operation with 
DanPilot. In recent years, we have extended 
the co-operation so that it is not just local 
in connection with the operations. We have 
much closer contact at management level 
today. This was a request from both parties,« 
says Jørgen Krogager. 


Not a second to lose 

Planned, punctual and precise more than 
a thousand times every year. Every year, 
DanPilot receives requests for a pilot for 


hundreds of tankers calling at Equinor's port 
in Kalundborg. 

These tankers also need to be piloted out 
of the fiord. 

Each operation involves planning at the 
offices at Equinor and Danpilot and then in 
connection with the pilotage operation itself, 
which includes crews on board the tanker 
and two tug boats, boatman on the pilot 
boat and finally a pilot, who needs to be both 
embarked on the ship and sailed ashore. 


Narrow hole 

The tanker and the pilot meet at the entrance 
to Kalundborg Fiord, the pilot embarks, and 
the master and the pilot then ensure that 

the ship with the oil cargo is brought safely 
to or from the privately owned Equinor Pier 
in Kalundborg. The tanker is chartered, and 
DanPilot automatically becomes part of the 
financial risk management. 

»When the tanker has passed a certain 
point in Kalundborg Fiord on its way into the 
fiord a taximeter starts. From that moment, 
we have a time window within which to bring 
the ship alongside the quay, complete our 
pier operations and sail out passed the same 
point in the fiord. Otherwise, an hourly fee is 
charged. And it is not just petty cash,« says 
Jørgen Krogager. 

Equinor's port boasts about having 15 
metres of water all the way to the quay. This 
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is very attractive for a commercial port since 
it allows very large ships to enter without any 
problems. However, it is just not very deep 
for a fully loaded oil tanker. 

»Even though the navigation channel has 
been dug deeper there is not much leeway. 
There is often only a little less than a metre of 
water under the keel,« says Krogager. 

Furthermore, the navigation channel 
is 100 metres wide, which is quite a large 
fairway for most ships, but a 45-metre wide 
oil tanker takes up half of that width, and if 
you add a length of more than 250 metres 
and limited possibilities for turning, it is 
more or less like threading a needle in windy 
weather. 

And as if this was not enough, there is 
another challenge, namely the squat effect, 
when a ship sailing through a navigation 
channel risks being dragged closer to the 
bottom. The water has to be displaced by 
the ship and this may create suction: The 
squat effect … 


Small app with large effect 

Since the manoeuvre is repeated hundreds 

of times every year DanPilot and Equinor are 

making a great effort to improve safety. 
Over the years, the co-operation has 

turned into technical development work. 
»We want to add a layer to the progno- 

ses that we get from our ordinary navigation 


technologies, a sort of advanced GPS,« says 
Jørgen Krogager about what is becoming 

a state-of-the-art navigation instrument, 
RUKC. 

RUKC is an app developed by DanPilot 
and Equinor that runs on an ordinary iPad 
during the pilotage operation. With RUKC, 
the pilot is able to see water under the keel 
with continuous updates, Realtime Under 
Keel Clearance. A realtime measurement of 
the actual situation and mutual dynamics. 

»RUKC has become something that we 
talk about when the Equinor operation mana- 
gers from the individual countries meet and 
discuss our work,« says Jørgen Krogager. 

RUKC is in service and under constant 
development. 

»We believe that it is a unique product. 
Globally, there are only few initiatives like 
this,« says customer relations manager 
Simon Skals, who hopes that RUKC may 
become yet another selling point in a more 
competitive situation. 


The human factor 

In addition to the nature of the entrance, 
other ships also have to be taken into con- 
sideration. The Port of Kalundborg is one of 
Denmark's largest with constant traffic con- 
sisting of pleasure craft and fishing vessels, 
ferries, cruise ships, workboats, container 
ships and tankers — each with an embed- 


ded risk of human error and thus a potential 
disaster. 

Jørgen Krogager keeps a watchful eye on 
the staffing of the pilot station. 

»We really do not have an alternative 
to DanPilot. No pilot service has the same 
qualifications. 

It is very important for Equinor that 
DanPilot has pilots with an in-depth local 
knowledge,« says Jørgen Krogager. Techno- 
logy put aside. Even if navigation is under 
control, things Can go wrong — as it did in 
Norway in 2018. 

The giant tankers may at first resemble a 
terminal — discounting the fact that it moves. 
That was one of the details that emerged 
when the Norwegian frigate KNMS Helge 
Ingstad torpedoed the 250-metre long and 
44-metre wide fully loaded tanker Sola TS. 
All rules regarding pilot, tug boat and moni- 
toring were followed and even so Norway's 
prestigious frigate ended up on the bottom 
of the sea. 

It was a humiliating disaster, but even so 
everyone drew a sigh of relief. The tanker did 
not leak oil. 

»With 130,000 m3 of crude oil, it is not 
hard to image what it would have meant. 
Luckily, we have a sandy bottom and not 
bedrock,« says Krogager. 


La 


Øl 
af 
equinor 


Jørgen Krogager 


Safety and protection of the environment are 
top priorities for Jørgen Krogager, Manager of 
Operations for Equinor in Kalundborg. 
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Masters and shipowners are the 


most satisfied 


CUSTOMER SATISFACTION SURVEY 


Every year, DanPilot carries out an assess- 
ment of the customers' satisfaction with the 
services provided by DanPilot. The surveys 
consist of three target groups: The masters 
on board, the shipping companies and the 
shipbrokers. 


There are several different questions for each 
target group. 

The masters must assess how they expe- 
rienced the first contact with the operation — 
embarkation of pilots — the pilotage operati- 
on itself — a general assessment of the entire 
operation. 

The shipping company must assess how 
they experienced DanPilot with respect to: 
pilot at the agreed time, whether we fulfil 
their expectations regarding safe pilotage 
and that DanPilot is the most reliable pilot 
service in Europe. 

The shipbrokers must assess how they 
experienced procedures in connection with 
ordering of pilot, communication about the 
operation, questions regarding pilotage and 
general impression of DanPilot. 


Masters and shipping companies ge- 
nerally have a very high assessment of the 
services while the shipbrokers' assessment 
is slightly lower — but still satisfactory. The 
measurements are used in the ongoing work 
to maintain good customer relations. 

For 2020, a new survey will be conducted 
before the end of August with more detai- 
led questions for our customers. There will 
still be a survey for masters, which will be 
completed on iPad. Our Customer Experien- 
ce department will visit shipping companies 
and shipbrokers to conduct this survey face 
to face in the hope of being met with more 
openness towards DanPilot. 

In 2020, Customer Relations and Cust- 
omer Experience will focus more on our 
customers so that we come closer to them 
— thus hopefully improving the customer 
relationship compared to the last customer 
satisfaction survey. 
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SATISFACTION | CUSTOMERS ON BOARD 


How satisfied are you with the 

communication with DanPilot's 
24/7 Operations before the arival of the 
pilot? 


4,93 


4,75 
5,0 + 
4,0 + 
3,0 + 
od 
1,0 — 
2017 


I1S3d SlIv-% OL I FIvosS 


SATISFACTION | SHIPPING/OPERATORS TILFREDSHED | SHIPBROKERS IN DK 
How satisfied are 2017 | 4,83 Would you agree 2017 | 3,53 How satisfied are you with 2 How satisfied are you with Øø 
you with quality and that DanPilot is the pilot ordering process? the communication with 24/7 > 
safety in connection with — 2018 | 4,86 dedicated to ensuring 2018 | 3,67 Operations at DanPilot? m 
the pilot's embarkation? that you receive timely E 
2019 | 4,90 pilotage assistance? 2019 | 3,80 3,0 + 5,0 = 
4,10 Er: 
i 4,0 — 4,0 ENN 
Based on ETA in 2017 | 4,86 Would you agree 2017 | 3,60 — 
FAN ØD 
your request, how that DanPilot is de- mn 
satisfied are you with 2018 | 4,79 dicated to ensuring safe — 2018 | 3,67 307 3,0 m 
the pilot's punctuality on pilotage for your ship? FEE || T 
RR ETLALON? 2019 | 4,95 2019 | 3,60 2,0 — 2,0 
1,0 + 1,0 
How satisfied are 2017 | 4,88 Would you agree 2017 | 3,13 2017 
you with the pilot's that DanPilot's pri- 
introduction and the 2018 | 4,89 ces reflect the degree of == 2018 | 3,17 
following planning of the 300 og timeliness and safety? re 300 How satisfied are you with 4) How satisfied are you overall 
pilotage? g i DanPilot's replies to questions on with DanPilot's service? 
pilotage? 
How satisfied are 2017 | 4,92 Would you agree 2017 | 2,93 sol 50 
you with the pilot's that DanPilot is the i i 
service on board your 2018 | 4,92 most reliable pilot service = 2018 | 3,00 3,94 
vessel? in Europe? FRE 4%0+ … 3,55 3,55 40 
2019 | 4,96 2019 | 3,00 
3,0 + 3,0 
6 How satisfied 2017 | 4,86 REE He BES 2,0 + 2,0 
are you with the 
entire service provided by 2018 | 4,89 told 10 
DanPilot? 
2019 | 4,94 
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DanPilot is an active participant in the development plans of Danish ports 


EXPERTISE 


DanPilot's port pilots are specialists with 
comprehensive professional knowledge of 
the navigation conditions in all Danish ports. 
This knowledge is of course used in their 
day-to-day work when ships are piloted in 
and out of the ports. Furthermore, DanPilot's 
specialist knowledge is applied when Danish 
ports work to create development and 
growth for Blue Denmark with port expan- 
sions and solutions permitting calls by the 
largest ships. 


In 2019, two Danish ports have completed 
their work with port expansions, and DanPi- 
lot was there when the first large ships called 
at the ports. Kalundborg celebrated the 
expansion on Easter Monday with a call by 
the cruise ship Magellan with room for 1,400 
passengers, and on 13 December the Port of 
Vordingborg welcomed Reunion Bay, which 
is able to load four times as much cargo as 
the ships that have so far been able to call at 
Vordingborg. 

In Kalundborg, DanPilot has provided 
advice in connection with the design of the 
approach to the new 550 metres long quay. 
DanPilot suggested the establishment of 


a turning basin off the new port quay as 

an alternative to a planned funnel-shaped 
navigation channel to the new quay. DanPi- 
lot”s suggestion meant much less excavation 
work. 

Port manager Bent Rasmussen says: "1 
can confirm that we have a really good day- 
to-day co-operation with Danpilot, and the 
suggestion for a new navigation channel to 
the new port has been important. In this way, 
we could avoid excavating many hundreds 
of thousands of cubic metres of material, 
which reduced costs for the establishment of 
the port”. 

DanPilot has also been actively involved 
in the port expansion in Vordingborg with the 
provision of advice. Port manager Jan-Jaap 
Cramer says: 

»We have had an excellent co-operation 
with DanPilot and have benefited greatly 
from having DanPilot as adviser since they 
were able to test the port design in the simu- 
lation studies conducted. In addition, Dan- 
Pilot has been able to apply their specialist 
knowledge when providing advice on depths 
of navigation channels and the basin so that 
we do not excavate more than necessary.« 
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Port manager Bent Rasmussen in front of the d 
cruise ship Magellan at the celebration. S= ES F 


| ADVISORY SERVICES TO PORTS 


Achieved in 2019 
DanPilot is an important co-operation 
partner for ports and others in need of 
detailed knowledge of navigation conditions 
in Danish waters. 


Ambition for 2020 
DanPilot must continue its work to become 
involved in the development plans of ports 
and other maritime environments in order 
to both expand the business and thus con- 
tribute to increasing the Competitiveness of 
Blue Denmark. 


When Vordingborg received Reunion Bay as 
the first ship to be piloted into port with two 
tug baats, port pilot Allan Larsen (at the back) 
was assisted by the pilots Ivar Svane and Bo 
Otzen. 
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DanPilot shares its knowledge with co-operation partners 


EXTERNAL COURSES 


DanPilot applies targeted resources to main- 
tain and expand the employees” in-depth 
knowledge of safety, pilotage and naviga- 
tional conditions in Danish waters and ports. 
Society benefits from this work every day 
when ships take a pilot on board in Danish 
waters and ports. In recent years, DanPilot's 
specialist knowledge has also been used in 
other contexts. 


In 2018, DanPilot provided a training course 
for two Ghanaian pilots financed by the Da- 
nish Maritime Authority as part of the Autho- 
rity';s newly established authority co-operati- 
on with the maritime sector in Ghana. 

The background for the course is that the 
Ghanaian city of Tema is undergoing a rapid 
development, and it is therefore necessary to 
upgrade the competences of the local pilots 
so that they are able to operate the increa- 
sing number of and larger international ships 
that call at the port. 

The port authorities in Tema were so 
satisfied with the training that they returned 
and bought a five-week training course for 
themselves on commercial terms for an 
additional four pilots. This was conducted 


in 2019 in close and constructive c0o-opera- 
tion with the parties, including not least the 
Port of Aarhus, which has a large container 
terminal. 

The training is based on IMO Resolution 
A.960. 


Welcomed by Danish colleagues 

One of the four pilots from Tema in Ghana, 
Kojo Tawiah, who has been a pilot for 14 
years, says about the course: 

"We have been very well received by 
our Danish colleagues when we have joined 
them during pilotage operations. It is obvious 
that they have a very high level of profes- 
sional knowledge and that they are used 
to talking about it. That also means that 
they are really good at communicating their 
knowledge and experience to us so that we 
actually learn how to manoeuvre the largest 
ships and use tug baoats.” 

The Danish Maritime Authority is very 
pleased with the co-operation between 
DanPilot and the sea port of Tema: "The 
very purpose of the authority co-operation 
that we established in 2016 was to create an 
equal and valuable co-operation across ope- 
rators and to the benefit of both Denmark 
and Ghana. We are therefore very pleased 
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that we are now seeing concrete and good 
effects of the co-operation”, says Rikke 
Wetter Olufsen, who is head of department 
at the Danish Maritime Authority. 

The training of the pilots from Ghana 
also involved simulator training in DanPilot's 
simulator. 

In addition to extensive experience with 
training of own pilots, DanPilot has also gai- 
ned experience in developing and conduc- 
ting simulator training for external parties. 
The ambition for 2020 is to further expand 
the external training to include training with 
co-operation partners such as masters 
and first officers from ferry routes, tug boat 
masters and operators from Vessel Traffic 
Service (VTS) in the Great Belt and Øresund. 


With knowledge comes responsibility 
Concurrently with the external training of pi- 
lots, DanPilot has extensive maritime course 
activities for own pilots and boatmen. 

It is only natural to expand this activity 
to include external course participants, not 


least in the light of the full liberalisation of the 


pilotage market from 1 January 2020. 
The external courses create additional 


value from the very comprehensive knowled- 


ge and experience of the pilot service, and 


at the same time the activity increases and 
strengthens DanPilot's global network. 
During 2018 and 2019, three courses 
have been held for linesmen from a number 
of Danish ports, terminals, shipbrokers and 
tug boat companies. When a ship calls at 
a port it must be moored. Ås a pilot ser- 
vice, DanPilot has significant knowledge 
of and experience with all safety aspects 
in connection with navigation, including 
mooring conditions. With knowledge comes 
responsibility, and DanPilot has therefore 
taken responsibility for defining safety in 
connection with mooring and now conti- 
nuously offers mooring courses. 


| EXTERNAL COURSES 


Obtained in 2018-19 
DanPilot has held three training courses for 
pilots and tug boat masters from the port of 
Tema in Ghana. 
DanPilot has held three mooring courses in 
Denmark. 

Ambition for 2020 
DanPilot will continue to offer pilot training 
courses and mMooring courses. 


Course for Ghanaian pilots and tug boat 
masters. With responsibility comes obligation, 
and by virtue of its extensive experience and 
documented knowledge DanPilot has become 
a course provider. 
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Greenland Pilot Service creates 
safety in Greenland 


ARCTIC CONDITIONS 


An increasing number of tourists want to 
experience Greenland's breath-taking nature 
from the sea. This means increased cruise 
ship traffic in the icy Greenland waters, and 
in order for this to be safe there must be a 
pilot on board. 


Ships with more than 250 passengers have 
been obliged to take a pilot on board since 
2016, and DanPilot has ensured safety in the 
Greenland waters for just as long through the 
subsidiary Greenland Pilot Service. 

To become a pilot in Greenland, you need 
to have documented extensive navigational 
experience in the Arctic. Furthermore, you 
must have regular simulator training in 
navigating Arctic waters and participate in 
courses on Arctic conditions. Greenland Pilot 
Service has a number of highly specialised 
Greenland pilots, which are assisted by just 
as specialised pilots from DanPilot, who 
have Greenland waters as one of their areas 
of expertise. 

The passengers want to see icebergs, 
and they want to go ashore in otherwise 


inaccessible places. To fulfil these wishes in 
a completely safe manner requires extensive 
local knowledge and access to exact data on 
weather, current and ice conditions. Green- 
land Pilot Service has both the necessary 
competences and the right partnerships — 
including not least the co-operation with the 
parent company DanPilot — to provide safety 
in the sea surrounding Greenland. 

Since 2016, the number of ships that 
take a pilot on board has more than doubled, 
and the number of passengers who benefit 
from the safe navigation has also increased 
significantly and is expected to rise further in 
2020. 
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FACTS | ACHIEVED IN 2017-2019 


2017 2018 2019 
Number of piloted ships 39 45 ol 
Number of piloted passengers 29.016 32.852 So Sil 


e Ambition for 2020 
The number of piloted ships is expected to rise. 


As a pilot in Greenland, you must have docu- 
mented navigation experience in the Arctic. 
An increasing number of cruise tourists benefit 
from this. 
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What are you doing in the middle of the waterway … in my route? 


EXPERIENCE EXCHANGE GROUP MEETING 


Langelandslinjen: Why has DanPilot again 
started to turn ships crosswise of the naviga- 
tion channel and to change pilots exactly on 
the navigation route of our ferries? 


DanPilot: Why can't the ferries between 
Spodsbjerg and Tårs show consideration, 
slow down and sail round when we change 
pilots? 

These were the two questions that have 
been asked more and more often by masters 
from Langelandslinjen and pilots at DanPilot 
during 2019. 

At the beginning of November, the 
subject was discussed at an experience 
exchange group meeting between the two 
parties. 

The meeting was held at DanPilot's 
pilot station in Nyborg, and from the start 


Masters from Langelandslinjen met in Novem- 
ber with pilots from DanPilot to bridge over 
some misunderstandings. After the meeting, 
the participants went to the simulator and 
switched roles. The ferry representatives were 
pilots while the pilots were ferry masters. 


of the meeting it was clear that both parties 
had discussed that episodes occasionally 
happen in the Langeland Belt. The episo- 
des arise when DanPilot changes pilots at 
Spodsbjerg in a strong north-easterly or 
south-westerly wind while a ferry is on its 
way. 

The meeting started by the two parties 
explaining the situation. 


Understanding and recognition 

The pilots explained why it is necessary to 
change pilots at that very location — and whi- 
le turning crosswise of the direction of navi- 
gation. And if this does not take place north 
or south of the ferry route it is because of the 
following: it is the most suitable location with 
respect to space in the navigation channel, 

it is possible to return to the route before the 
next route point, distance for the pilot boats 
and bridge time for the pilots. 

The explanation was understood by the 
ferry representatives, and the pilots recogni- 
zed that the ferry masters were of course not 
mind-readers. The ferry masters had some- 
times felt that the pilots just took the ferries” 
ability and willingness to adjust for granted. 

Conversely, it may be difficult for the 
pilots to understand why the ferry does not 


just slow down or sail round — it only sails 
once every hour and has quite some waiting 
time in port before returning. So what does a 
small delay matter? 


Navigation plan and customers 

The ferry representatives were ready to 
explain. The ferries” navigation plan is not a 
wish list but a direct customer promise that 
must be kept. If this fails it could mean a loss 
of customers since they make plans in the 
belief that and are dependent on the depar- 
ture and arrival times being kept. 

The explanation was understood by 
the pilots, who are not mind-readers either. 
During the meeting, both pilots and ferry 
masters went over a number of scenarios. 

The meeting ended by a conclusion, and 
the first and most important lesson learnt 
at the Experience exchange group meeting 
was communication. It is necessary that 
DanPilot and Langelandslinjen meet regularly 
to talk about the common challenges in the 
Langeland Belt. 

After the meeting, the participants went 
to the simulator and changed roles. The ferry 
representatives were pilots while the pilots 
were ferry masters. The meeting has already 
produced results. 


Shortly after the experience exchange 
group meeting, a pilot change was made in 
the Langeland Belt, and the bridge crew on 
the ferry were proactive. They called the pi- 
lot, who was heading south, and said: "Just 
continue, I will pass astern”. So it already 
works. 
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With responsibility comes obligation 


RISK CALCULATION 


DanPilot's main task is to create safety at 
sea and in port, and this is also at the core 
of the corporate social responsibility which 
DanPilot has every day, all year round. The 
aim of this CSR report is to clarify many of 
the activities that we carry out in DanPilot 
to continuously create improvements in the 
way we run our business and assume our 
corporate social responsibility. 


However, we also have a duty to explain that 
we assume a responsibility for identifying 
and assessing the risks of negative impact 
that our activities may have on the environ- 
ment, people and society. We do this when 
we exercise our important corporate social 
responsibility of piloting ships safety through 
the narrow Danish waters with heavy traffic 
and lower water depth and into and out of 
the Danish ports. 

With responsibility comes obligation. 

In this final section, we will point out the 
most important risks of negative impact 
that follow from our activities. We will do 
this within the four main areas in Global 
Compact, which is described in more detail 
in the preface to the CSR report. 


The four main areas, which are also inclu- 
ded in our CSR report 2019, are: 

Human rights, labour, environment and 
anti-corruption. 


Safety first 
DanPilot's effort within the human rights are- 
as concerns safety, as explained in the prefa- 
ce. Safety for the ships that we pilot through 
Danish waters and into and out of Danish 
ports. We assess that the most important 
risks of negative impact relate to the possi- 
ble human errors or insufficient handling of 
and learning from observations and incidents 
during the execution of our core service. 
This may, in a worst-case scenario, result in 
groundings, collisions and other accidents at 
sea and in port. 

The section "Responsibility for safety” 
describes DanPilot's handling and mitigation 
of such risks. 


We protect the employees 

When it comes to DanPilot's efforts within 
the area of labour rights, we assess that 

the most important risks of negative impact 
relate to dissatisfied employees who are not 
sufficiently rested and who have not been 
taken proper care of. In the worst-case 


scenario, this may lead to incidents, work-re- 
lated injuries or accidents at sea, which may 
have a negative impact on the individual 
employee, the surroundings and DanPilot's 
business. The section "Responsibility for the 
employees” describes DanPilot's handling 
and mitigation of such risks. 


Prevents pollution 

The most important risks of negative impact 
on DanPilot's efforts for the environment 
relate, in our opinion, to the CO2 emission 
resulting from DanPilot's own activities as 
well as damage to ships at sea with DanPi- 
lot's pilot on board that may cause leakage 
of oil or other substances. This may pollute 
Danish waters and cause damage to the ma- 
rine environment and bird life. The sections 
"Responsibility for environment and climate 
and ”Responsibility for safety” describe Dan- 
Pilot”s handling and mitigation of such risks. 


” 


Whistleblower scheme being set up 

Within the fourth area, anti-corruption, we 
assess the most important risks of corrupti- 
on, bribery or other anti-competitive activity 
to exist in our relations with suppliers and 
other co-operation partners. DanPilot's 
handling and mitigation of such risks are 
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described in more detail in the section "Re- 
sponsibility for co-operation partners”. 

In continuation of the latter risk area, two 
separate initiatives should be mentioned that 
we will take during 2020. One concerns the 
establishment of a whistleblower scheme to 
ultimately ensure a healthy corporate culture 
in DanPilot. The other initiative concerns the 
preparation and implementation of an explicit 
anti-corruption policy for DanPilot. 

A whistleblower scheme in DanPilot 
must include two elements. Partly a poli- 
cy that further describes purpose, area of 
application, rules, anonymity and handling 
of enquiries received, and partly a specific 
IT based tool that will enable anonymous 
enquiries from employees in DanPilot and 
from external co-operation partners. The final 
scheme will be described in detail in next 
year's CSR report. 

Implementation of an anti-corruption 
policy in DanPilot consists of two elements. 
A robust policy must be formulated and ap- 
proved within the area, and e-learning must 
be set up that distributes the policy to the 
employees and ensures that they accept its 
implications. 


»> Safety is oUr 
DNA and the 
core of our 
corporate social 
responsibility 


Erik Merkes Nielsen, 
CEO 


CEO Erik Merkes Nielsen and boatman Jan 
Sonnesen on board DanPilot Bravo. 
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Your Time, Your Safety 
— Our Commitment 


DanPilot carries out pilotage operations in Danish waters 
in accordance with applicable Danish law and IMO's 
recommendations for use of pilot. 


DanPilot carries out transit pilotage and service all Danish ports, 
thus creating safety at sea and in port. 


DanPilot is subject to control by the Danish Maritime Authority. 


HEAD OFFICE & OPERATIONS 


HEAD OFFICE 
Havnepladsen 3A, DK - 5700 Svendborg 
Phone: (+45) 63 25 66 00 
E-mail: customerEdanpilot.dk 


OPERATIONS 24/7 
Havnepladsen 3A, DK - 5700 Svendborg 
Phone: (+45) 63 25 66 66 
E-mail: danpilotædanpilot.dk 


ACCOUNTING 
Havnepladsen 3A, DK - 5700 Svendborg 
Phone: (+45) 63 25 66 26 
E-mail: account&danpilot.dk 


DanPilot 


